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Visibility & Usability Pose Challenges: Previous quantitative research

performed by Hypatia revealed that use of timely, complete, and accurate information leads

to improved customer service levels, reduced operational costs, increased revenues, and

higher customer satisfaction and retention rates. In short, it's all about revenues and

customers-market share growth and enhanced retention rates. In fact, use of marketing

science and information analysis services has moved beyond a competitive advantage for

companies that seek to grow aggressively. It has become necessary to stay in the game.

Leading companies consistently focus on retaining customers and growing revenues through

the use of customer data for the following business functions:

 Customer service & support: Operational (64%)

 Corporate Planning: Strategic (56%)

 Product design: Strategic (48%)

 Business development / Sales: Operational (36%)

 Marketing: Operational (20%)

Gaining customer visibility across all channels, trading partners, distributors, suppliers, end-

users and stakeholders with the goal of gleaning customer insight is a top priority for

organizations. In B2C industries such as Telecom, Retail and Financial Services, companies

struggle to understand and respond to their best customers within a multi-channel

environment. Leverage of customer information requires visibility across purchasing channels,

products, and customer value metrics as well as demographic information, transactional

history and lifestyle stages. According to a line of business leader interviewed, "Modern

business has to exploit customer data to grow, run and to expand."

Note: Note: All content excerpted from "Decision Science & Customer Analytics: Competitive

Advantage or Necessary to Compete?" by Leslie Ament. ©2009 Hypatia Research, LLC.

An abridged version will soon be available on Hypatia's website. To purchase or

license the complete report, contact: ZGR@HypatiaResearch.com

Hypatia Research, LLC, http://www.HypatiaResearch.com delivers high impact market intelligence, industry benchmarking,
best practice, and vendor selection research for how businesses use technology and service providers to capture, manage,
analyze and apply customer intelligence to enhance performance and to accelerate growth. Coverage areas include: CRM,
Business Intelligence, Customer Analytics, Marketing Automation, Database Marketing, and Customer Data Integration and
Quality. Since its inception by co-founder Leslie Ament in 2001, clients have relied on Hypatia for industry insight, expertise
and independent research for guidance in assessing various technology and service options. Like our namesake, Hypatia, we
are committed to Calculating ResultsTM for our clients.

Hypatia of Alexandria (c.370-415 AD), invented several scientific devices--the astrolabe, plane-sphere, and hydroscope
(hydrometer). These instruments were used to calculate the distance between planets, the position of visible stars at any time
of the year, and the gravity of liquids respectively. Hypatia was the first woman to make substantial contributions to the
development of mathematics, astronomy & philosophy.
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